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Abstract: The purpose of this study is to observe whether the service quality offered by the 
Pizza Hut at V-mall UUM meets the UUM student’s satisfaction. There are two main 
objectives of this study which are to investigate the relationship between service quality and 
student satisfaction and to identify the most influence service quality variables on student 
satisfaction. Service quality is consisting of five sub-dimensions: (1) Reliability, (2) 
Assurance, (3) Tangible, (4) Empathy and (5) Responsiveness. This research was adapting the 
SERVQUAL dimension. A quantitative approach was used to measure the relationship 
between the dependent variable and independent variables. The samples in this study were the 
students from University Utara Malaysia. The data were analyzed by using Statistical Package 
for Social Sciences (SPSS) software to obtain descriptive statistics. 
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    INTRODUCTION 
Fast-food industry has become important service sector whose internationalization and keep 
growing (Aftab, Sarwar, Sultan, and Qadeer, 2016). Pizza Hut is one of the examples of fast 
food restaurant that most successful and fastest growing in the fast food industry. Nowadays, 
the demand for the fast food product has continuously increased due to the changes of 
people’s lifestyle that demand on food that is readily accessible, available almost immediately 
and offer a large portion of affordable food. Service quality plays an important role to make 
sure the customers happy and make them insist to revisit the restaurant again (Aftab, Sarwar, 
Sultan, & Qadeer, 2016). Managing the quality of service is very significant to ensure the 
business can meet the customer’s requirements and achieve the organizational goals. 
According to Abd Razak, Ilias andAbd Razak, (2016), service quality is determined as a main 
and critical component that linked to customer satisfaction and loyalty and proven studies by 
many researchers have claimed that service quality is a significant component to customer 
satisfaction. According to Saleem, Moosa, Imam and Khan (2017) student satisfaction can 
easily be achieved by outstanding service standards. Researcher has been able link 
relationship between customer satisfaction and service quality as two different concepts that 
are closely related (Olaleye & Olabisi, 2016). 
 
This research attempts to explore the relationship between the service quality on student 
satisfaction and the most influence service quality dimension on the student satisfaction at 
Pizza Hut V-mall UUM. This study has been conducted to investigate the relationship 
between service quality through SERVQUAL dimensions and student satisfaction in V-mall 
UUM. The scope of study is focusing into Pizza Hut services in V-mall UUM. The objectives 
of this research are to investigate the relationship between service quality and student 
satisfaction and to identify the most influence service quality variables on student satisfaction. 
Customer satisfaction provides the business owner with a metric that can be used to manage 
and improve the businesses. The service quality provided by the Pizza Hut is not meeting the 
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student requirement that leads to the dissatisfied by the service. According to Abd Razak, 
Ilias, and Abd Razak (2016), business is advised to give more attention on expectation of the 
customers as the customers are able to switch their value judgment from positivity to 
negativity started from their expectation stage. Therefore, this study is concern about service 
quality provided by the Pizza Hut to meet student expectations in order to make student 
satisfied and retain them for better profit. 
 
    METHODOLOGY 
This study adapts Parasuraman’s SERVQUAL dimension. The dimensions are tangibility, 
assurance, responsiveness, reliability and empathy. This research used questionnaire as a 
medium to obtain the data needed. The measurement for questionnaire used the Likert scale. 
The overall questionnaire asked about the level of importance of the service quality provided 
by Pizza Hut V-mall UUM, and other consumer demographic information. The samples in 
this study were the students from University Utara Malaysia. The sample were selected by 
following the Krejcie and Morgan table. Based on the table Krejcie and Morgan for a 
population of 30,670 students the sample that need to be selected are around 379 students.  
The data analysis in this study used ‘Statistical Package for Social Science’ software or SPSS. 
This research used descriptive analysis, mean and correlation to get the results. 
 
    RESULTS AND DISCUSSION 
Table 1 and Table 2 show the results of the study. It is found that there are significant 
relationships between service quality and student satisfaction. 
 
 Table 1 
Correlation 
 
Variables  Student Satisfaction 



























 Mean score  
Variable  Mean 
Student satisfaction  3.8224 
Tangible  3.6589 
Reliability  3.7121 
Responsiveness  3.5063 
Assurance  3.9805 
Empathy  3.6321 
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    CONCLUSION 
In conclusion, the result from the research has found a significant relationship between the 
service quality and student satisfaction in Pizza Hut V-Mall UUM. There is positive 
relationship between the service quality and student satisfaction. The result show that 
assurance (3.9805) is the most influence service quality variable on student satisfaction. Pizza 
Hut V-Mall UUM should always be responding to the student in order to fulfil the student’s 
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